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ASG Support Numbers
ASG provides support throughout the world to resolve questions or problems regarding 
installation, operation, or use of our products. We provide all levels of support during normal 
business hours and emergency support during non-business hours. To expedite response time, 
please follow these procedures.

Please have this information ready: 

� Product name, version number, and release number 

� List of any fixes currently applied 

� Any alphanumeric error codes or messages written precisely or displayed 

� A description of the specific steps that immediately preceded the problem 

� The severity code (ASG Support uses an escalated severity system to prioritize service to 
our clients. The severity codes and their meanings are listed below.) 

� Verify whether you received an ASG Service Pack for this product. It may include 
information to help you resolve questions regarding installation of this ASG product. The 
Service Pack instructions are in a text file on the distribution media included with the 
Service Pack.

If You Receive a Voice Mail Message:

1 Follow the instructions to report a production-down or critical problem. 

2 Leave a detailed message including your name and phone number. A Support representative 
will be paged and will return your call as soon as possible. 

3 Please have the information described above ready for when you are contacted by the Support 
representative. 

Severity Codes and Expected Support Response Times

ASG provides software products that run in a number of third-party vendor environments. Support 
for all non-ASG products is the responsibility of the respective vendor. In the event a vendor 
discontinues support for a hardware and/or software product, ASG cannot be held responsible for 
problems arising from the use of that unsupported version.

Severity Meaning Expected Support Response 
Time 

1 Production down, 
critical situation

Within 30 minutes

2 Major component of product disabled Within 2 hours

3 Problem with the product, but customer has 
work-around solution

Within 4 hours

4 "How-to" questions and enhancement 
requests

Within 4 hours



Business Hours Support 

Non-Business Hours - Emergency Support 

Your Location Phone Fax E-mail

United States and 
Canada

800.354.3578 239.263.2883 support@asg.com

Australia 61.2.9460.0411 61.2.9460.0280 support.au@asg.com

England 44.1727.736305 44.1727.812018 support.uk@asg.com

France 33.141.028590 33.141.028589 support.fr@asg.com

Germany 49.89.45716.222 49.89.45716.400 support.de@asg.com

Singapore 65.6332.2922 65.6337.7228 support.sg@asg.com

All other countries: 1.239.435.2200 support@asg.com

Your Location Phone Your Location Phone

United States and 
Canada

800.354.3578

Asia 65.6332.2922 Japan/Telecom 0041.800.9932.5536

Australia 0011.800.9932.5536 Netherlands 00.800.3354.3578

Denmark 00.800.9932.5536 New Zealand 00.800.9932.5536

France 00.800.3354.3578 Singapore 001.800.3354.3578

Germany 00.800.3354.3578 South Korea 001.800.9932.5536

Hong Kong 001.800.9932.5536 Sweden/Telia 009.800.9932.5536

Ireland 00.800.9932.5536 Switzerland 00.800.9932.5536

Israel/Bezeq 014.800.9932.5536 Thailand 001.800.9932.5536

Japan/IDC 0061.800.9932.5536 United Kingdom 00.800.9932.5536

All other countries 1.239.435.2200



ASG Web Site
Visit http://www.asg.com, ASG�s World Wide Web site.

Submit all product and documentation suggestions to ASG�s product management team at 
http://www.asg.com/asp/emailproductsuggestions.asp.

If you do not have access to the web, FAX your suggestions to product management at (239) 
263-3692. Please include your name, company, work phone, e-mail ID, and the name of the ASG 
product you are using. For documentation suggestions include the publication number located on 
the publication�s front cover.

http://www.asg.com/asp/emailproductsuggestions.asp
http://www.asg.com
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